Complaining to Other Authorities:
Our Practice Management team encourages you to utilise our practice complaints procedure if you have any concerns about the service received at the Surgery. If, for any reason, you are unable to do so, you can contact the following official bodies:

NHS England (NHSE):
Post: NHS England, PO BOX 16738, Redditch, B97 9PT

Email: England.contactus@nhs.net 

Phone: 0300 311 22 33

Independent Complaints Advocacy Service (ICAS):
ICAS provides advocacy support to people who wish to make a complaint about the service they have received from the NHS – your local service can be found online at www.pohwer.net or you can contact them via:

Post: POhWER, PO Box 14043, Birmingham, B6 9BL

Phone: 0300 456 2370

Hereford and Worcestershire Integrated Care Board (ICB):
Email: hwicb.complaints-GP@nhs.net 
Phone: 0330 053 4356
If you are Dissatisfied with the Outcome:
If you are dissatisfied with the response you have received from the practice or other NHS bodies, you have the right to approach the Parliamentary and Health Service Ombudsman.

Parliamentary and Health Service Ombudsman:
Post: The Parliamentary and Health Service Ombudsman, Millbank Tower, Millbank, London, SW1P4QP
Website:_www.ombudsman.org.uk
Phone: 0345 0154033
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Churchfields Surgery Complaints Procedure:

If you have any concerns or feedback regarding the service provided by any member of our staff at the Surgery, please do not hesitate to inform us. We operate a comprehensive complaints procedure in accordance with the NHS Complaints System, meeting all national standards and criteria. 
Your input is extremely valuable to us as it aids our continuous efforts to improve the service we offer.
Making a Complaint:
Most complaints can be resolved at a local level therefore we encourage you to discuss this at the time they arise with the staff member concerned, or with our Practice Management team. 

If your complaint cannot be resolved this way and you wish to make a formal complaint, you should do so (in writing) as soon as possible after the event; ideally within a few days, as this will help us establish what has happened easily. In any event, this should be:

Within 12 months of the event that caused the complaint occurring.
OR

Within 12 months of the event coming to your notice.

To register a complaint, you can request a form at the Reception desk (this includes a third-party authorisation for complaints on behalf of others) or you can submit your complaint in your preferred format, ensuring it covers all required details. 

Please send your written complaint to our postal address:
FAO: Mrs Clare Sewell (Practice Manager)
Churchfields Surgery, BHI Parkside,
Stourbridge Road,

Bromsgrove, 
B61 0AZ
Alternatively, you can email your complaint to us at:

churchfieldssurgery@nhs.net, For the attention of Mrs Clare Sewell (Practice Manager.)

Complaining on Behalf of Someone Else:
Please be aware that Churchfields Surgery complies to the strictest rules of medical confidentiality. 
If you are complaining on someone else’s behalf, please ensure you have their written consent, except in cases of incapacity due to illness or disability. (You can obtain the complaints form with the necessary authorisation at our Reception desk.)

If the patient is unable to provide consent due to illness or accident, please explain these circumstances in your letter. 
We are unable to discuss any issue relating to someone else without their express permission, which must be in writing, unless these circumstances apply.

What We Will Do Next:
We look to settle complaints as soon as possible.

We will acknowledge receipt of your complaint within 3 working days and aim to have investigated the matter within 30 working days. 
You may then receive a formal reply in writing or be invited to meet with the person(s) concerned to attempt to resolve the issue. If the matter is likely to take longer than this, we will let you know, and keep you informed as the investigation progresses.

When investigating a complaint, we analyse the events and underlying causes to understand what occurred and why, with the aim of learning from these experiences. This also provides you with the opportunity to discuss the matter with those involved if you wish to do so.

Please note: if your complaint involves more than one organisation (e.g., social services) we may need to liaise with them, however we will ask for your consent to do this. 

The final response letter will provide the outcome of your complaint and outline your options for further escalation if you are dissatisfied with our response.

